RECEIVED /

- FEB ¢ 6 2006

KING COUNTY -
REGIONAL

311 FEASIBILITY
STUDY

911

PREPARED BY

KING COUNTY ENHANCED 911 PROGRAM OFFICE

' SEPTEMBER 12, 1997



KING COUNTY REGIONAL 311 FEASIBILITY STUDY

TABLE OF CONTENTS

ACKNOWLEDGMENTS

EXECUTIVE SUMMARY

INTRODUCTION

I

1I.

III.

Iv.

DEFINE THE CURRENT PERCEIVED PROBLEMS THAT 311 COULD
POTENTIALLY RESOLVE

DEFINE THE CURRENT E-911 SYSTEM

A.

B.

C.

D.

Definition of the E-911 System in Operational and Service Delivery Terms

Current E-911 System Statistics

" Description of Each PSAP’s Definition of Service

Statistics from Other Government Agencies

POSSIBLE ALTERNATIVES THAT COULD BE USED TO ADDRESS THE

PERCEIVED PROBLEMS

A. Continue the Current Scenario With No Changes
B. Implement an Enhanced Public Education Program
C. Modify the Existing E-911 System

D. Implement a 311 System

DETERMINE WHICH OF THE ALTERNATIVES THE PARTICIPATING
AGENCIES ARE INTERESTED IN PURSUING

DEFINE THE DETAILS OF THE TOP SELECTED ALTERNATIVES

A.

B.

311 Calls Answered at PSAPs by Separate 311 Call Takers

311 Calls Answered by an Automated Answering System with Menu Driven
Routing to the Appropriate Seven-Digit Telephone Numbers

Discuss 311 Implementation Regionally or by Individual Jurisdictions

11

11

12

12

18

21

22

23

23

24

24

25

27

33

33

34

34



VL NATIONWIDE 311 EFFORTS

A.

B.

C.

City of Baltimore 311 Pilot Project
Other 311 Efforts

National Institute of Justice Assessment of 311

VII.  RECOMMENDATIONS

APPENDIX A -

APPENDIX B -

APPENDIX C -

APPENDIX D -

APPENDIXE -

APPENDIXF -

APPENDIX G -

APPENDIX H -

APPENDIX I -

APPENDIX J -

APPENDIXES

THE PERTINENT PORTIONS OF THE FEDERAL
COMMUNICATIONS COMMISSION (FCC) RULING
REGARDING 311

SCOPE OF WORK FOR REGIONAL 311 STUDY

E-911 NETWORK DIAGRAM

KING COUNTY E-911 SYSTEM PSAP PROFILE

PSAP DEFINITIONS OF INAPPROPRIATE 911 CALLS
PSAP CALLS FROM JUNE 8 TO JUNE 21, 1997

REGIONAL 311 INFORMATIONAL MEETING COMMENTS
REGIONAL 311 STUDY SURVEY

RESULTS OF REGIONAL 311 STUDY SURVEY

ANALYSIS OF REGIONAL 311 STUDY SURVEY RESPONSES

36

36

37

38

38



ACKNOWLEDGMENTS

The E-911 Program Office would like to thank the members of the 311 Steering Committee and
the PSAP Technical Subcommittee who volunteered their time to assist in this study. The efforts
of the following people are greatly appreciated.

311 STEERING COMMITTEE

John Beard, Captain
King County Department of Public Safety

Chris Fischer, Director
Valley Communications Center

Jim Fosse, Battalion Chief
Seattle Fire Department

Pleas J. Green, Chief
Kirkland Police Department, representing the King County Police Chiefs’ Association

Tom Hearne, Manager
King County Emergency Medical Services Division

Alan Komenski, Communications Director
Eastside Regional Communications

Peter Lucarelli, Chief
Bellevue Fire Department, representing the King County Fire Chiefs’ Association

Jan O’Neil, Communications and Records Manager
Bothell Police Department

Dr. Lynda Ring Erickson, Executive Director
Suburban Cities Association of King County

J.B. Smith, Chief
King County Fire District #04, representing the King County Fire Chiefs’ Association

Randy Tibbs, Director
Seattle Police Department



PSAP TECHNICAL SUBCOMMITTEE

Preston Bhang, Lieutenant, Communications Division
Seattle Fire Department

Jim Bowman, Technical Support Coordinator
King County Department of Public Safety

Chris Fischer, Director |
Valley Communications Center

Pam Heide, Assistant Director
Eastside Regional Communications

Alan Komenski, Director
Eastside Regional Communications

Jolene Maggard, Lead Communications Specialist
Mercer Island Department of Public Safety

Jan O’Neil, Communications and Records Manager
Bothell Police Department

Randy Tibbs, Director
Seattle Police Department

STAFF

Colleen Boyns, E-911 Program Assistant
King County E-911 Program Office

Harriett Burns, Administrative Specialist
King County E-911 Program Office

Marlys Davis, E-911 Program Manager
King County E-911 Program Olffice

Eric Dulberg, Statistical Analyst
King County Emergency Medical Services Division

Kevin Kearns, Manager
King County Emergency Management Division



EXECUTIVE SUMMARY

KING COUNTY REGIONAL
311 FEASIBILITY STUDY

PURPOSE

Throughout the nation, a concern has developed that 911 systems are overburdened and in crisis
due to the public’s overuse of this important emergency access system. As aresult, in February,
1997, the Federal Communications Commission (FCC) reserved 311 nationwide for use by
communities for non-emergency police telephone calls and to give access to other government
services. The reservation of 311 for non-emergency calls has generated interest throughout the
nation, including within King County.

As a result, in May, 1997, the E-911 Program Office initiated a study to determine the feasibility
of implementing a 311 system in King County. This report presents the results of this work.

STUDY PROCESS

All of the cities, the police departments, the fire departments, the Medic One programs, and the
Public Safety Answering Points (PSAPs) have been included in the study and have been given
the opportunity to provide input into the results of the study. Information on the current E-911
system, system statistics, PSAP profiles, and the PSAPs’ definitions of service, were provided to
each of these participating agencies.

In addition, perceived problems with the existing approach of using 911 for emergencies and
seven-digit telephone numbers for non-emergencies were discussed, and possible alternatives
that could be used to address the perceived problems were presented. These alternatives included
the answering of police, fire, EMS, and general government non-emergency calls on 911, seven-
digit numbers, or various 311 system options. -

Each agency was asked to complete a survey indicating their level of preference for the various
alternatives. The survey responses were then analyzed to determine the overall preference
among the various agencies for where and how non-emergency calls should be answered.



PERCEIVED PROBLEMS THAT 311 COULD POTENTIALLY RESOLVE

The following are the perceived problems with the system of 911 for emergencies and seven-
digit telephone numbers for non-emergencies that were addressed in this study. Each issue is
presented first, followed by a discussion of the research that was conducted in the study to
determine the relevance of this concern in King County.

A.

There is a perception that 911 call volumes in King County are continually increasing at
greater rates than would be expected with the population growth. There is concern that
due to this growth, the future 911 call volume will exceed the 911 system network,
equipment, and staffing resources, causing delays in the handling of the 911 calls.

Included in the report are King County’s population and 911 call volumes for 1987
through 1997. This data was used to project population growth and 911 call volumes into
the future. It became apparent that the relationship of 911 calls to population has not
been stable over the past ten years, and as a result, a predictable trend of 911 call volumes
based solely on population cannot be projected into the future. It appears that there has
been a dramatic drop both in the calls per person and in the rate of change . However, it
is anticipated that this decreasing rate of change is not sustainable. Using this
assumption, a target has been established to maintain a level of 911 calls per person
between 1.1 and 1.3 calls per person into the future. This target range was then used to
project 911 call volumes through the year 2010. At this growth rate, 911 call volumes are
not expected to reach the 1994-1996 level until after 2010.

As is noted in the report, the capacity of the E-911 system is continually monitored, and
as the 911 call volume changes, the network, equipment, and staffing components of the
system are adjusted to accommodate the demand. It is reasonable to assume that the 911
call volumes projected in this report will not exceed the overall capacity of the E-911
system.

Another perception is that too many non-emergency calls are made by the public to 911.
Nationally, some anecdotal reports have estimated that up to 80% of 911 calls are for
non-emergency requests. This is a local concern as well. These non-emergency calls tie
up the 911 trunks and staff resources at the PSAPs, and may interfere with the ability of
true emergency calls to receive the prompt assistance the 911 system was designed to
deliver.

In order to assess this situation in King County, the PSAPs hand tallied inappropriate 911
calls for a two week period, since these calls are not currently electronically tracked.
Prior to tracking these calls, each PSAP was asked to develop their agency’s definition of
an inappropriate 911 call. In general, these definitions indicated that any 911 call that
does not require a police, fire, or emergency medical response is an inappropriate 911
call. In addition to tracking these calls, the total 911 calls and total seven-digit calls, both
of which are electronically tracked, were also recorded to allow for a comparison between
the three statistics.



Countywide, these statistics show that only about 6% of the 911 calls in King County are
inappropriate calls, according to each PSAP’s own definition. This is far below the
perceptions being made on both a local and a national level. There are a few jurisdictions
in which the inappropriate 911 calls make up a much higher percentage of the total 911
calls, but in general, the percentage of these calls is consistently low. In addition,
countywide, close to 50% of the total calls answered at the PSAPs are seven-digit calls.
When removing the City of Seattle from the statistics, this statistic goes up to 62%. In
addition to indicating that the citizens of King County do not abuse 911 by making
inappropriate 911 calls, the statistics also show that half of the calls received at the
PSAPs are seven-digit calls, which indicates that the public is responsibly making the
decision to call seven-digit numbers when they need information or non-emergency
assistance.

There is also a perception that the complexity of jurisdictional boundaries in King
County makes it difficult for the public to know which seven-digit numbers to call for
various government services. With 37 cities, 36 police departments, including those
cities which contract with the King County Department of Public Safety for service, and
36 fire departments, it is difficult for citizens to know which agency they are located in
when they need to call for information or non-emergency assistance. In addition,
although some of the telephone companies list the seven-digit non-emergency telephone
numbers for the police and fire departments on the front inside cover of the telephone
directories, it may be too difficult and confusing for people to locate other seven-digit
numbers in the blue and white pages of the directories. Due to this confusion about
Jjurisdiction and the inability to locate telephone numbers, the public may call 911 as a
last resort.

In addition to the fact that half of the calls received at the PSAPs are seven-digit calls, the
majority of the agencies who completed their surveys indicated that listing the non-
emergency telephone numbers on the front inside cover of the telephone directories, and
other general government telephone numbers in the blue and white pages of the
directories, is highly effective. Some of the respondents commented that the non-
emergency listing which appears on the front inside cover of the US West directories
needs to be included in the telephone directories published by all of the telephone
companies. In addition, comments indicated that work needs to be done to redesign the
general government listings in the blue and white pages to make these numbers more
easily identifiable. ' '

Another concern is that many general government offices are only open to provide
service Monday through Friday during business hours, and only answer their seven-digit
telephone lines during these hours. Since these lines are not answered evenings, nightis,
and weekends, when people need service during these times, they may call 911 because it
is the only number that is answered continuously, even when they know they do not have
a police, fire, or medical emergency.
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